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1.  
Overview  

In 1986, Guaranteed Returns® founded the Pharmaceutical Reverse Distribution Industry. Since its 
inception, Guaranteed Returns® has continued making a positive contribution to the Pharmaceutical 
Industry through return goods & its various trade segments through professionally supported programs 
that offer the highest financial potential to its clients. Guaranteed Returns® provides a quality and 
professional pharmaceutical return goods service. As the first nationwide pharmaceutical return goods 
company, we are committed to provide excellent customer service within the past, present, and future. 
Guaranteed Returns® experienced staff and national leadership continues setting the standards of 
innovation and excellence.  

In our continuing effort to provide our customers with the best service possible we have developed a new 
version of the Guaranteed Returns

 

Extranet. With this online tool, we have the ability to put more power 
and knowledge into our customer’s hands right from their own personal computer. Online accounts will 
enable each customer to view and update contact information as well as see fully customized reports on 
credit information, shipping details, returnable/non returnable reports, and other information regarding 
the return goods servicing. Also included is the ability to generate forms and shipping labels.  

With this unique tool we have taken the pharmaceutical returns industry into the 21st century and will 
continue to meet and exceed our customers’ needs.                                       
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2.  
How to Sign Up and Verification Process  

There are several ways to get setup for an online Extranet account. The easiest method would be to sign 
up using the new user from right on the website. You can get to this form by clicking on the not 
subscribed yet? Click here!

 
Link located under the Internet Account Login located at the top right corner 

of the Guaranteed Returns

 
home page. The address of this page is www.guaranteedreturns.com

  

The form will ask for all of the information needed to get setup with an online account including the name 
of the facility along with the contact person, DEA #, desired username, etc.  Once this form is filled in it 
will be submitted to our Extranet Dept. for further verification as described below. An automatic email will 
also be generated at the time of submission listing the information that was submitted.  

  

We request that all usernames be between 5-8 characters long. Each online account is allowed to request 
up to two usernames. Our IT Dept assigns all passwords.  

Another way to sign up for an online account is to contact our Customer Service Dept. and provide them 
with the information needed over the phone. Call 800-473-2138 for immediate help.   

Please also keep in mind that any of our Onsite Representatives can also help you to get an online 
account. Each representative has been extensively trained on the Extranet and can usually get access 
while visiting your facility. They can also walk you through each of the features of the Extranet  

After your information has been submitted it goes through a verification process to determine if the 
account is eligible to be setup online. Customers must have sent in at least 1 box prior to being setup for 
an online account or have an appointment date scheduled.  

Verification  

1. Store/Facility Signup for Extranet Access 
1.1.  Requesting an Extranet Account 

1.1.1  Via Website (approx. 12-24 hour turnaround) 
Customer Clicks on “Not subscribed yet?” button. 
Fills in form 
Submits 
Form is automatically emailed to the Extranet Department, newcust mailbox. 

1.1.2  Via Customer Service (approx. 12-24 hour turnaround) 
Customer Service Rep verifies requestors information 
Customer Service Rep obtains desired username.(Password is assigned by the IT 
Dept.) 
Customer Service Rep submits request via the Store File, which then creates a 
record for the verification person to view. 

1.1.3  Via On-site Rep (immediate access) 
Rep calls IT requesting access for the facility. 
Facility representative is asked to provide acct. number, contact name, email 
address, and desired username. The pharmacist will then provide the password. 
IT grants access using provided data 
IT verifies that the user has access before call is ended. 

                

1.2. Granting Extranet Access 
1.2.1  Requests received via website. 

Extranet Verification person verifies that it is a NEW signup 
Not a new signup 

http://www.guaranteedreturns.com
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Verification person contacts account to see if they need a new account 
or just the existing account. 
Once the account is verified it will be setup by the IT Dept. 
An email will be sent to the contact person once the account is finished. 
Is a NEW signup 
Data is verified by the Extranet Dept. for accuracy. 
Upon verification, the Extranet Department informs IT that access can 
be granted. 
An automatic email is sent to the customer at time of submission listing 
the information that was submitted and stating that a letter will be sent 
with the username & password information once access has been 
granted. 
IT Dept. sets up access and sends an automatic email with login name, 
and assigned password to the customer. If the customer does not have 
an email address they will receive a phone call with this information.   

1.2.2  Requests received via Customer Service.  
Extranet verification person will call customer to verify details of submission and 
assign password for account. 
IT then sets up access and sends an automatic email with username and password 
information to the customer.   

1.2.3  Requests received via on- site rep. 
                          Access is granted at time of request                               
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3.  
Logging In To An Online Account  

In order to login to the Extranet you must already have your username and password. Once you have 
completed these steps you can now login to the website to view your account. Please keep in mind that all 
usernames and passwords should be typed in lowercase letters. Type this into the Internet Account Login 
area at the top right of the homepage and click Login. 

  

Your account will be authenticated and a screen will appear with your company profile. This means your 
login was successful. 
If you experience any difficulty with the login process please make sure that all Pop-Up Blockers are 
disabled for this page. You must also have the ability to use cookies in order for the page to load properly. 
Our IT Dept. suggests adding Guaranteed Returns

 

website to your list of trusted websites for your 
computer. To do this please go to Internet Explorer properties and under the Security tab, add us as a 
trusted site. This will bypass all pop-up blocking or cookies settings that would keep the site from loading 
properly. 
In order for the site to be viewed easily we suggest using the latest version of Internet Explorer along with 
a screen setting of 800x600 or more.                                  
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4.  
Store Accounts  

Profile 
When logging in to view an individual pharmacy the first thing you will see is the store profile. This is 
where all of the contact information we have on file for this account will be shown including the facility 
name, address, contact person, account number, etc.  If there are any corrections or additions that need 
to be made, click on Request Changes in the upper right hand corner of the window. This will allow any 
information to be changed and submitted. Usually this will be updated within 24 hours. You also have the 
ability to email our Customer Service Dept. right from this screen by clicking Customer Support.   

Status Snapshot 
The status snapshot allows the customer to have a general overview of the activity on their account. The 
information provided includes the last store service date, last wholesaler service date, next wholesaler 
service date, last rep visit, next scheduled rep visit, last pending box received, and # of pending boxes. 
This will help the customer to identify when they should schedule and appointment or have a rep in. It will 
also give them an idea of when to expect credits based on the last store service date. 

   

Customer Comment Card 
The customer comment card is a relatively new feature that allows the customer to provide us with 
valuable feedback on all fazes of their returns process. Each question will gauge their satisfaction by 
asking questions and allowing them to strongly agree or disagree. There is also a section that allows a 
customer to fill in his or her own comments and questions. Each survey is received by several managers in 
the home office for further review.  
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Cycle 
The Cycle page is where all of the detailed information and reports are located for each servicing. This 
area includes a list of all batches that have been sent in for this account. It also includes several 
preformatted reports for returnable and non-returnable items, credit status, and CII manifests.   

  

                                                                                                             
Each heading is listed at the top of the window going from left to right as shown above. Any header that is 
underlined when you move the mouse over it has the ability to be sorted. To sort the column just click on 
the column header.          

Status 
Along with the other details for each servicing there is a Status key that will help you to determine how far 
along each servicing is. 
IN-PROGRESS – this means that the boxes have arrived at our facility and are waiting to be processed. 
PROCESSING – this means that the boxes are currently being processed on our state-of-the-art 
processing machine 
RECONCILING – at this stage all of the boxes have been processed and our Reconciliation Dept. is 
collecting credits for the returnable items 
COMPLETED – this means that we have finished collecting credits on this servicing 
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Report Options 
The report section is located towards the end of the screen view. There are three preformatted reports 
listed including Returnable, Non-Returnable, Credit Status and CII Manifest. In order to view a report you 
must click on the eyeball that corresponds to the servicing you wish to view. Each report will appear in its 
own window for easy viewing. You can also sort the data on these reports by clicking on the column 
header. From this screen you can print the report, save it to disk, export it to Excel .XLS, email it, or 
export it to .CSV.   

*In order to print the reports properly you must have Adobe Acrobat installed on your machine.   

At the top of each screen there is a set of buttons that will help the customer to print the report of format 
it for their needs.   

  

Print 
When the print button is chosen for a particular screen it will bring the file into Adobe Acrobat Reader. At 
this point the screen or report will be formatted with both the address for Guaranteed Returns

 

and also 
the complete header for the customer showing the address, DEA number, and also the cycle they are 
viewing, and the date that the file was generated.  

Export (xls) 
This option can be used to export the data from the Extranet into Microsoft Excel. It will export the data 
exactly as it is shown on the screen and it will add all of the header information for Guaranteed Returns

 

and also for the customer. Once the data is in Excel the data can be manipulated in any way the customer 
should choose.  

Email 
The email option allows the data on the screen to be emailed to any email account. Type in the email 
address of the intended recipient along with the message you would like to include with it. The person at 
the email address will then receive the data you sent.  

Export (CSV) 
Another option that will allow a customer to fully customize the data they are viewing is the Export (CSV) 
function. When you click on this button a screen will appear with a list of all column headings for that 
report. To remove any of the columns, highlight it on the left side and then click the arrow pointing to the 
right. This will allow you to have any combination of data you prefer. In order to change the order with 
which it will appear on the report just highlight the column and click the arrow pointing up. This will allow 
you to arrange the data in order of importance. Once the data is arranged to your preference, click export 
and it will be brought into Microsoft Excel exactly as you have arranged it. This function alone will allow 
anyone to create customized reports on any data available within seconds.                                                                                         
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Preformatted Reports   

Returnable Report- The returnable report shows all items from a particular servicing that were 
returnable for credit. Each drug is listed along with the drug name, NDC number, quantity, size, strength, 
vendor, class, price, and direct. Each column on this report can be sorted by clicking the column header. 
Several of the columns also subtotal when they are sorted including vendor, strength, drug name, NDC 
number, class, and direct. 
                                                                                                              

  

To view a Vendor Returnable Report, click on any vendor name within the Returnable Report and it will 
open in a separate window. This report lists all of the items that were returned under this vendor.  

Towards the bottom of the Returnable Report you will see a credit breakdown showing the total estimate 
of returnable products, the credits that will be issues by direct vendors, our service fee, the estimated 
credit issued by the wholesaler, and the total number of returnable items. 

  

Also listed at the bottom of this report is the breakdown of items being credited by direct vendor. 
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Non-Returnable Report- The non-returnable report shows all items from a particular servicing that were 
not returnable for credit. Each drug is listed along with the drug name, NDC number, quantity, size, 
strength, vendor, class, price, reason code, and lot number. Each column on this report can be sorted by 
clicking the column header. Several of the columns also subtotal when they are sorted including vendor, 
strength, drug name, NDC number, class, reason code, and lot number. In order to view the reason code 
explanations simply hover over the reason code number with your mouse and a small window will appear 
listing the reason the item was not returnable, this is shown by the blue arrow on the image below.     

   

In addition to the pop-up window with the reason code explanations, there is also a legend explaining 
what each code means at the bottom of the report when you choose the Print function.   

    

To view a Vendor Non-Returnable Report, click on any vendor name within the Non-Returnable Report and 
it will open in a separate window. This report lists all of the items that could not be returned under this 
vendor.    
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Credit Status Report- This report shows the credit distributions that have been made on each servicing. 
Information included in this report is the distribution number, the date it was distributed, and also the 
amount of the distribution.  If the customer is on a check program then they will see the date a check has 
been cut, the amount, the check number, and when it cleared.  In addition to this information, DOD 
facilities will also see a fee breakdown window, which will list any additional fees they’ve paid according to 
their contract. Each column on this report can be sorted by clicking the column header.  

  

In addition to the list of distributions made there is also a breakdown of credits distributed by vendor for 
each distribution. Included in this report is the vendor name, the distribution the credit was for, the date 
the credits were sent, and the gross amount collected. Also shown is the estimated credit amount the 
customer should receive for that batch.   
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CII Manifest Report 
The CII manifest report has been added to provide reporting on schedule II substances that have been 
returned for processing. This report will list all schedule II items including those that were returnable for 
credit and non-returnable. The headers in this area include the vendor name, quantity, size, strength, 
drug name, NDCNO, lot number, returnable amount, non-returnable amount, and reason code. As a 
default the report is sorted by vendor name, but can be rearranged by clicking on any of the other 
headers. Each vendor will show the items that were returned for credit and destroyed along with subtotals 
for each. Grand totals are also provided to show the amount they should receive in return for the control 
items and the non-returnable amount. Since we do not track credits on controlled substances the grand 
totals are not included in the returnable and non-returnable estimates for the whole servicing.    
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Boxes Received 
This area allows a customer to view the individual boxes they have sent in for each servicing. Included in 
this section are the carrier numbers, RA form numbers, box in number, date received, weight, cycle 
number, process date, and customer box number. Also included is a returnable and non-returnable report 
of the items in each box. The carrier number is the tracking number used for the carrier such as UPS. 
Each box that is received also gets assigned a unique box in number to help track it through our 
warehouse. Each column on this report can be sorted by clicking the column header.    
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5.  
Group Accounts  

Profile 
When logging in to view a group account the first thing you will see is the group profile. This is where all 
of the contact information we have on file for this group will be shown including the group name, address, 
contact person, group code, etc.  If there are any corrections or additions that need to be made, click on 
Request Changes in the upper right hand corner of the window. This will allow any information to be 
changed and submitted. Usually this will be updated within 24 hours. You also have the ability to email 
our Customer Service Dept. right from this screen by clicking Customer Support.  

On the left hand side each facility under the group is listed in alphabetical order. You can view the 
information for that specific facility by clicking on the name of the facility you want to view.   
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Cycle 
While the corporate account is still highlighted on the left hand side you will be able to see all of the 
information for the entire group when you click on Cycle. Every cycle that the facilities in this group have 
sent in returns will be listed here. It also includes several preformatted reports for returnable items, 
vendor credits distribution, credit summary, and distribution summary. Each heading is listed at the top of 
the window going from left to right as shown above. Any header that is underlined when you move the 
mouse over it has the ability to be sorted. To sort the column, just click on the column header.  

    

Report Options 
The report section is located towards the end of the screen view. There are several preformatted reports 
listed including Returnable, vendor credits distribution, credit summary and distribution summary. We’ve 
also recently added several other reports including the CII Summary and Vendor-Store Reports. In order 
to view a report you must click on the eyeball that corresponds to the servicing you wish to view. Each 
report will appear in its own window for easy viewing. You can also sort the data on these reports by 
clicking on the column header. From this screen you can print the report, save it to disk, export it to Excel 
.XLS, email it, or export it to .CSV.   

*In order to print the reports properly you must have Adobe Acrobat installed on your machine.  

At the top of each screen there is a set of buttons that will help the customer to print the report of format 
it for their needs. 

   

Print 
When the print button is chosen for a particular screen it will bring the file into Adobe Acrobat Reader. At 
this point the screen or report will be formatted with both the address for Guaranteed Returns

 

and also 
the complete header for the customer showing the address, DEA number, and also the cycle they are 
viewing, and the date that the file was generated.  

Export (xls) 
This option can be used to export the data from the Extranet into Microsoft Excel. It will export the data 
exactly as it is shown on the screen and it will add all of the header information for Guaranteed Returns

 

and also for the customer. Once the data is in Excel the data can be manipulated in any way the customer 
should choose.  

Email 
The email option allows the data on the screen to be emailed to any email account. Type in the email 
address of the intended recipient along with the message you would like to include with it. The person at 
the email address will then receive the data you sent.  

Export (CSV) 
Another option that will allow a customer to fully customize the data they are viewing is the Export (CSV) 
function. When you click on this button a screen will appear with a list of all column headings for that 
report. To remove any of the columns, highlight it on the left side and then click the arrow pointing to the 
right. This will allow you to have any combination of data you prefer. In order to change the order with 
which it will appear on the report just highlight the column and click the arrow pointing up. This will allow 
you to arrange the data in order of importance. Once the data is arranged to your preference, click export 
and it will be brought into Microsoft Excel exactly as you have arranged it. This function alone will allow 
anyone to create customized reports on any data available within seconds.    

Chapter 5. Group Accounts   15. 
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Preformatted Reports For Group Accounts 
Returnable Report - The returnable report shows all items from a particular servicing that were 
returnable for credit. Each drug is listed along with the drug name, NDC number, quantity, size, strength, 
vendor, class, price, and direct. Each column on this report can be sorted by clicking the column header. 
Several of the columns also subtotal when they are sorted including vendor, strength, drug name, NDC 
number, class, and direct. 

  

To view a Vendor Returnable Report, click on any vendor name within the Returnable Report and it will 
open in a separate window. This report lists all of the items that were returned under this vendor.  

Towards the bottom of the Returnable Report you will see a credit breakdown showing the total estimate 
of returnable products, the credits that will be issues by direct vendors, our service fee, the estimated 
credit issued by the wholesaler, and the total number of returnable items.  

  

Also listed at the bottom of the returnable report is the breakdown of items being credited by direct vendor.  
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Vendor Credit Dist r ibut ion- This option is available to facilities that will be expecting a first distribution 
after April 2006. The report gives a breakdown of credits by vendor for each store including the estimated 
returnable amount and the amount of credits that have been received to date from that vendor.   

     

Credit Sum m ary Report - The group credit summary report shows the facilities under the group that 
have sent in returns for a particular cycle and the credit summary for these returns. Listed on the report is 
the account number, store names, estimated gross refundable credit, estimated credit direct from vendor, 
our service fee, estimated net credit to be issued for the wholesaler/GRX, total estimated cost of non-
returnable items, total number of items, and total estimated cost of all products. Each column on this 
report can be sorted by clicking the column header.              

Chapter 5. Group Accounts   13. 
Distribution Summary Report- This report shows the credit distributions that have been made on each 
servicing. Information included in this report is the name of the store, the distribution number, the date it 
was distributed, and also the amount of the distribution and a grand total. If the customer is on a check 
program you will also see a check number, and the date the check cleared. Each column on this report can 
be sorted by clicking the column header.   

Distribution Summary Report- This report shows the credit distributions that have been made on each 
servicing. Information included in this report is the name of the store, the distribution number, the date it 
was distributed, and also the amount of the distribution and grand total. If the customer is on a check 
program you will also see a check number, and the date the check cleared. Each column on this report can 
be sorted by clicking the column header. 
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Dist r ibut ion Sum m ary Report - This report shows the credit distributions that have been made on each 
servicing. Information in this report includes the name of the store, the distribution number, the date it 
was distributed, the amount of the distribution and the grand totals. If the customer is on the check 
program you will also see a check number, and the date the check cleared. Each column on this report can 
be sorted by clicking the column header.                           

          
                                                                                                
CI I Sum m ary Report - The CII Summary report under the group login section shows the name of each 
facility under the group code along with the Estimated Gross Refundable Value, Total Estimated Cost of 
Non-Returnable items, Total number of items, and Total Estimated Cost of all products. At the bottom you 
will also find grand totals for these figures.                           
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Vendor- Store Report - The Vendor-Store Report is a breakdown by either vendor or store under a 
particular group that shows the estimated amount of credit a store should receive from each vendor. Also 
shown will be the amount of credits that have been collected and distributed until all credits have been 
collected for each vendor. The view can be changed to either see each store and what is owed by the 
vendors under it, or it can be viewed by vendor and see each store that is waiting for credits.  Also 
included at the top of the screen will be the status of the distributions so it will be noted if it is on it’s final 
distribution.  

     

Boxes Received 
This area allows a group to view the individual boxes that have been sent in for each servicing from the 
individual stores. Included in this section are the carrier numbers, RA form numbers, box in number, date 
received, weight, cycle number, process date, and customer box number. Also included is a returnable 
and non-returnable report of the items in each box. The carrier number is the tracking number used for 
the carrier such as UPS. Each box that is received also gets assigned a unique box in number to help track 
it through our warehouse. Each column on this report can be sorted by clicking the column header.  

   

All of the options under the group area are aimed at helping the account administrator keep track of all of 
the facilities under their group. In addition to the group information, the administrator can also see 
specific facility information by clicking on the facility in the left hand column. All of the options described in 
the Store Accounts chapter pertain for the specific facility.      
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